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Learning Objectives:

In this unit, you will

© deal with customer feedback and talk about product quality and

service quality; S i
© read about corporate mission, vision and core values;
© write a reply email to customer feedback; ‘u
© expand your vocabulary of corporate social responsibility; "
© comprehend the meaning of honesty and trustworthiness in Chinese

traditional culture.

Unit 7

Let’s Talk About Product Quality and Corporate Mission
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<] What makes you loyal to a brand?

T

Task 0 A mission statement is used by a company to explain, in simple and concise terms, its purpose for
being. Find the appropriate brand for each of the following mission state-ments.

Google

4 Organize the world’s information and make it universally accessible and useful.

SOUTHWEST AIRLINES

@ Connect people to what’s important in their lives through friendly, reliable, and low-cost air
travel.
Li Ning
& Through sports, we inspire in people the desire and power to break through.
Honest tea

@ To create and promote great-tasting, healthy, organic beverages.

Huawel
@ Our mission is to bring digital to every person, home and organization for a fully connected,

intelligent world.

O Qe
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What makes you loyal to a brand?

Are there any other companies you are interested in? Search
their websites and see what their missions are.

©
-

©



. What makes you loyal to a brand?

Brand loyalty is the decision of a consumer for purchasing a particular brand again
and again. What makes you loyal to your favorite brands? Is it the product quality,
service, or the company’s mission? Talk about your 1deas with your classmates.

What makes you loyal to a brand?

| am loyal to a brand that
For example, | like because

©
©
©



28 What makes you loyal to a brand?

T’'w loyal to a brand tha+... TFor example, T like L\ Ning becanse...
produces duality products their prices are reasonable
provides good service the design is good
IS imnovative the gquality is superb
SUpports communities +their sportswear is comfortable
takes up social responsibilities they help schools in poor areas
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I’m loyal to a brand that produces quality products. For example, I like L1

Ning because their quality 1s superb.

I’m loyal to a brand that provides good service. For example, I like to buy

Haier products because their aftersales service 1s good.

I’m loyal to a brand that takes up social responsibilities. For example, I

like L1 Ning because they help schools 1n poor areas.



. What makes you loyal to a brand?

If you want to build brand loyalty, you must deliver high quality products and service.

Also, excellent after-sales service 1s vital because it means your company 1s honest
and reliable. Do you know how to do your job successfully if you are working in the
Customer Service Department and deal with customer complaints? Think about what
you will do in the following situations.

I need to comfort an angry customer.
I need to report the problem to related personnel.
I need to contact the customer again and make arrangements to solve the

problem.






B Let’s listen and speak!

How do we ensure the quality of our products? @

Teresa Johnson 1s a new employee and she wants to learn more

-~ I R OR

T—

conversation and choose the best answer to complete each statement.

about the manufacturing process in the company. Listen to the ‘

Teresa works in the b

Stephen works in the e

The__ Q3 provides orders from customers to Stephen.

They have around ten b

The C works with the suppliers to ensure

the quality of the raw materials.

Q@60

Sales Department

Customer Service Department
quality control group

main suppliers

Manufacturing Department
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Teresa: Good morning, Stephen. My name is Teresa Johnson, and I am the new person in the Customer Service
Department.

Stephen: Good morning, Teresa. What can I do for you?

Teresa: As a new person, I need to understand more about the manufacturing process in order to respond to
customer feedback. So, I wonder whether I can ask you some questions about the manufacturing process in your
department now.

Stephen: OK, where do you want to start?
Teresa: Well, please describe the production flow in your department.

Stephen: OK. The Sales Department provides us with orders from customers. Then, we order raw materials from
our suppliers. Once the materials arrive at our plant, we will check them carefully. They will go through five
different processes before they become finished goods.

Teresa: How many suppliers do we deal with?
Stephen: We have around ten main suppliers.
Teresa: How do you control the quality of the purchased materials?

Stephen: My quality control group works very closely with our suppliers to make sure that they meet our quality
requirements.

Teresa: Yeah. That sounds reasonable.



. Let’s listen and speak! O

How do we ensure the quality of our products?

| D
Teresa and Stephen continue to talk about how to ensure the quality of @
&s products. Listen to the recording and fill in the blanks with proper words.

Role-play this conversation with your partner.

Teresa:  How do you make sure that we only ship good products to our (1)
customers ?
Stephen: My employees are always reminded that product (2) quality  is
Number One priority. We adopt the continuous (3) improvement spirit.

Teresa:  What’s that?
Stephen: It means we evaluate our (4) operating _ results very oft en and try to

do our (5) hest in our job. And, those posters on the wall also
help.

leresa:  Yeah, I saw the (6) _ posters  just now. Nothing But Excellence.
O O 9

~— ~— ~—



. Let’s listen and speak!

Stephen:
Teresa:

Stephen:

Teresa:

Stephen:

Yes. So we always pursue (7) €xcellence ip gur job.

Is there anything else?
Yes. We have quality (8) control tests to check our products.

OK. I think I’ve got enough (9) information  for now. I might come
back and bother you again if I have more (10) questions Thanks a

lot for your help, Stephen.

Any t1 me, Teresa. You know where I am.



Try to summarize how the company ensures the quality of
products and practice discussing the methods of quality
control.

©
©
<




Let’s listen and speak!

L 4 Useful Expressions

Asking Questions

B How do you make sure that...
What’s that?

Is there anything else?

What are the steps of...

[s there anything else?




Let’s listen and speak!

Ensuring Quality

I always remind my employees that...
We adopt the continuous improvement spirit.
We evaluate ... very often.

We have quality control tests to...

I always motivate my employees to do our best.




. Let’s listen and speak!

Listen to the company overview of BYD and i1ts mission. Fill in the blanks -
with proper words. Then practice introducing a company with the useful @\

expressions in the passage.

BYD isa (1) high-tech company devoted to technological innovations
for a better life. BYD was (2) founded in February 19935, and after more than
20 years of fast growth, the company has (3) established over 30 industrial
parks worldwide and has played a (4) significant role in industries related to
electronics, automobiles, and new (5) energy :

We are dedicated to (6)Promoting technological innovations for a better
life. During the daytime, solar farms capture the power of (7) sunshine ; at
night, energy storage systems (8) deliver power to families. Electric (9)
vehicles run on the streets with zero emissions and zero pollution. We
provide more possibilities for a better life. We see a new energy future
(10) approaching Thyjs is the mission of BYD, and the green dream of all mankind.

Q O 9
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BYD is a high-tech company devoted to technological innovations for a
better life. BYD was founded in February 1995, and after more than 20 years
of fast growth, the company has established over 30 industrial parks
worldwide and has played a significant role in industries related to electronics,
automobiles, and new energy.

We are dedicated to promoting technological innovations for a better
life.During the daytime, solar farms capture the power of sunshine; at night,
energy storage systems deliver power to families. Electric vehicles run on the
streets with zero emissions and zero pollution. We provide more possibilities
for a better life. We see a new energy future approaching. This 1s the mission
of BYD, and the green dream of all mankind.



B o
Quality is the best strategy for success. @ G:\
Nongfu Spring: Philosophy and Mission
1 Founded 1in 1996, Nongfu Spring 1s China’s largest packaging water

supplier, holding the largest market share, and 1s one of the top 20 drinks
companies in China.

2 Since 1ts foundation, Nongfu Spring has always strictly stuck to a “natural
and healthy” philosophy. It creates natural and healthy products that keep to
the highest industry standards in China and overseas.

3 The mission of Nongfu Spring 1s to provide consumers with long-term
natural health service. In order to ensure a continuous supply of high-quality
natural water, Nongfu Spring has a unique strategic vision and lays out ten high
quality natural water sources 1n China.
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B Let’s read! S O

4 Nongfu Spring 1s committed to continuously improving the automation
level of the production line and introducing the world’s leading production
equipment. Now the company has fully automated production lines. The entire
production process, from bottle blowing, filling to packaging, does not require

the presence of production personnel.

5 Nongfu Spring 1s continuously innovating and diversifying its product
offerings. In addition to drinking water, it has launched ready-to-drink tea,
functional drinks, fruit juice, plant protein drinks, coffee and fruits from 1its
own planting bases.

6 Nongfu Spring’s product quality assurance system covers raw materials,
R&D, manufacturing and sales channels. With i1ts unique strategic water
sources planning and perfect production management system, Nongfu Spring is
keeping 1ts commitment to quality products and has fulfilled 1ts promise to be
the “Porter of Nature”.
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found /favnd/ v. BIIEE, AIl75
philosophy /fa'lpsofi/ n. 55%; AN~
mission /' mifn/ n. {£a7
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<8 Let’s read!

Quality is the best strategy for success.

Comprehension Check

Choose the best answer to f1 1l in the blank 1n each statement below.

1. Nongfu Spring in the drinks market in China.

‘is a leading company
B. ranks the 20th

C. holds 20 percent of the market share

D. 1s the first established company



B etsreaar

2. The following statements are true about Nongfu Spring EXCEPT

T

A. 1t sticks to the highest industry standard in China and abroad
B. 1ts philosophy focuses on providing natural and healthy products to
consumers
@the company’s mission 1s to protect natural water sources 1n China
D. the layout of high-quality water sources helps ensure the quality of its

products



1 - EOZT . ©

3. The company’s production lines

A. require a lot of production workers

are fully automated

C. do not require the presence of maintenance personnel

D. are out of date and need to improve the automation level

4. In the fifth paragraph, several types of drinks are mentioned 1n order to
A. advertise the company’s diversified products

show that the company 1s innovative
C. demonstrate the company’s production capabilities
D. show thatthe companyhas diversified production lines



5. It can be concluded from the last paragraph that Nongfu Spring

A. needs to develop a perfect management system
B. has diversified sales channels
C. 1s committed to diversifying its products

‘hasa strict product control system



B
Vocabulary Focus

Fill in the blanks 1n the following sentences with the words in the box. Change the
form 1f necessary.

personnel mission philosophy protein diversity

1. The mission of International House is to enable students of different
cultures to live together and build life-long friendships.

2. Fish is a rich source of Protein

Farmers are being encouraged to diversify Into new crops.

4. The 1dea that you should treat others as you would like them to treat you is a
fine Philosophy ofJife.

5. Professional training of medical Personnel g impossible without a sound
general education system.

00 o

S~



Quality is the best strategy for success.

Grammar Drill

Complete each sentence using the correct tense of the verb in brackets.

1. The factory (adopt) an effective management system 1n
order to raise productivity.

has adopted

2. When I was 1n high school, the teachers always (provide)
us with enough learning materials to study.

provided




B Letsreaar

3. 1 (promise) to do it and I never break my word.

T

have promised

4. The company (launch) the smaller car model for city
driving last year.
launched

5. Up to the present everything (be) successtul.
has been
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Quality is the best strategy for success.

Grammar Notes
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Quality is the best strategy for success.

Task e Translation Practice

Translate the words 1n brackets to complete the following sentences.

T

1. The company iscommittedto  nroviding equal working opportunities.

(BIT)
2. Why did we lose so much of the M3kt share o niy7 s

3. These trees provide the @W material g1 hioh_quality paper. ( MK )

4. Though there was only a small chance to win the game, all of the team
members chose to _ Stick to the end.( "EHF )

5. The company was_founded back in 1947.( J&AL)
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Quality is the best strategy for success.

Text Summary

Summarize the text with the help of the useful expressions.

T

[413C]

Founded 1in 1996, Nongfu Spring 1s China’s largest packaging water supplier. Since its
foundation, Nongfu Spring has strictly stuck to a “natural and healthy” philosophy. The mission
of Nongfu Spring 1s to provide consumers with long-term natural health services. The company
1s committed to improving the automation level of the production line and 1s constantly
diversifying its products. With 1ts unique strategic water sources planning, the company 1s
commitment to quality products.



B Letsrear

Quality is the best strategy for success.
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Useful Expressions

Founded in ...

... 18 China’s largest supplier of ...

... has strictly stuck to ... philosophy.

Th e missionof ... isto ...

In order to ensure ...

... 1s committed to improving ...

... 1s constantly innovating and diversifying ...
With its unique strategic planning ...

... 1s keeping its commitment to ...
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: ,-Further Thinking " -

A company overview is a written introduction to a company that tells the reader about s,

. products, service, mission, goals and strengths. It is an important document to create a

positive public image and attract investors, employees, and customers. If you are going

to introduce a company, what aspects will you highlight? Share your 1deas with your
class-mates. | 7,

«-mggi
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Quality is the best strategy for success. @ o~
Reading 2 , @
Factors Affecting Quality

1 Product quality refers to how well a product meets industry standards and
satisfies customer needs. Product quality 1s important because it affects the
success of the company and helps establish its reputation.

2 The following are the basic factors that aftect the quality of products:

3 Market. Because of technology advancement, there are many new
products to satisfy customer wants. At the same time, the customer wants are
also changing constantly. So, it 1s the role of companies to identify needs and
then try to meet them.
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B etsreaar

4 Money. The increased global competition makes it necessary for
companies to invest more 1n new equipment and manufacturing process. This
should be rewarded by improved productivity. Also, companies can reduce the
costs spent on maintaining good quality and preventing quality failures.

T

5 Management. Quality 1s not by chance; it 1s an outcome of sincere eff ort
in an intelligent direction. Managing quality includes making wise choices of
many alternatives, and the quality-related responsibilities lie with the
management.

| =
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6 Materials. From design to manufacturing, choosing the right materials
ensures the highest possible standard for the finished product. This 1s a
consideration that should be taken into account throughout the entire process,
from the initial planning stages to the delivery of a final product.

7 Motivation. If each employee 1s highly motivated and takes the
responsibility of achieving quality, there will not be any problem i1n producing
the designed quality products.

=
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B Let’s read!
Words and Expresions @

affect /o'fekt/ v. LI

reputation /'repju'terfn/ n. 4=, K&

reward /r1'wo:d/ v. [, 2ZJh

failure / feiljo(r)/ n. 5'%%

outcome /'avtkam/n. R, R

alternative /o:1'ts:notrv/ n. A LR BRI Y, AW
related /r1'lertid/ a. fH<H), HELRHY

take ... into account HfE&, HFAL, AE

initial /1'n1f1/ a. FwAJH)

delivery /di'lvori/ n. 324} ik

T




<8 Let’s read!

Quality is the best strategy for success.

Comprehension Check

Choose the best answer to fi 1l in the blank in each statement below.

1. Companies should try to identify customer needs because

A. customers are not satisfied with new products
‘customer needs are always changing
C. there are many competitors

D. they needto provide good service to customers



By etsveasr

2. Companies can make up for the money invested in new equipment through .

T

A. 1improved manufacturing process
B. increased global competition
C. good quality of the products
@ improved productivity and reduced costs

3. The 1s responsible for the quality-related issues.

A. intelligent group
management

C. manufacturing personnel

D. market group
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4. In order to make sure the finished products are of the highest standard, the
management must choose

@ proper materials
B. low-cost materials
C. the best materials
D. alternative materials

5. The following elements are mentioned as key factors that affect quality
EXCEPT
A. motivation B. investment
@mechanism D. materials



G letsreadt __________________ NW

Text Analysis

Fill in the blanks according to the topic of each paragraph.

Product quality
Para. 1: IS Important

Para. 2: Factors that
affect the quality of products

Market Management Motivation




Quality is the best strategy for success.

Task 6 Content Questions

Fill in the blanks to answer the questions.

1. 'What does product quality mean? meets industry

. standards
It refers to how well a product satisfies customer needs and

2. Why is product quality important?

Product quality decides whether the company can be successful and helps to

establish its reputation
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3. Why is it important for companies to make investment in new equipment and

T

manufacturing process?

Because of the increased global competition

4. 'What should the management do to ensure high quality?

The management should guide the business in 2" Intelligent direction

5. How does motivation influence the quality of products?

If employees are highly motivated, they will try their best to produce the
designed quality products




Quality is the best strategy for success.

Task e Translation Practice

Translate the following sentences into Chinese.

1. Product quality refers to how well a product meets industry standards and
satisfies customer needs.

= R RS P S ST A TR S 2 AR R

2. Product quality affects the success of the company and helps establish its
reputation..

PR TR BE S R A R BT, A BT A R A
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3.

Companies can reduce the costs spent on maintaining good quality and
preventing quality failures.

] T DA

| TR+ B i B AT LE o 5l s i At -

H 1Y 7

AN

The quality-relatedresponsibilities lie with the management.

S EMHKK AT ERR

Choosing the right materials ensures the highest possible standard for the
finished products.

6 5 1 A RL RE A B OR R B e i P A
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Vocabulary Expansion
The following words are different types of customer needs. Match them with their

Chinese equivalents.

functionality performance convenience design reliability efficiency

design } efficiency J reliability }

Custo mer
Needs
J3 &
functionality performance convenience

O Qe
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What other types of customer needs do you know? Do you know their
English expressions? Exchange ideas with your classmates!

(&
(¥

©
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Culture Notes
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(4) Confucianism

(D honesty and trustworthiness
(3) Be true in word and resolute in deed.

(5) business ethics

(2) traditional virtues
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| am truly sorry for the inconvenience.
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1. @ Subject:
2. FRIE Dear ...,
31X

2B REKE

BT RUBRAK

B=B. BREK, F2A
KBRS

Paragraph 1: State the purpose of the email. Make an apology.

Paragraph 2: Offer solutions.

Paragraph 3: Express your apologies again. Show the expectation for

future business.

A EREEE

Complimentary close

5. EE A FIRSE

Name of the writer

Position
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Scenario

Imagine you are working as the customer service manager with H&Q Furniture, a company that
produces furniture for household and office use. You've just received the following email and you need to

respond to it as soon as possible.



(B Letswite!  NW

Subject: Complaint about broken sofa

Dear Mr. Smith,

On March 1, 2022, | bought a sofa from your online store www.hqgfurniture.com. The order number
was 20220301452. | paid $650.00 for the sofa and it was delivered to my home on March 10, 2022.

Unfortunately, one of the legs of the sofa broke off on March 31, 2022. | have not used this sofa in
a way that would cause any damage. | contacted the online customer service but got no response.

Now | would like to return the sofa. | require your company to pick up this sofa and refund the $650
| paid.

Please reply to my email as soon as possible, or you can reach me by phone at 870-357-2354.
Sincerely,

Jane Roe



B Letswier

| am truly sorry for the inconvenience.

T—

StEPe Decide how to handle the complaint and write down the measures.

As a customer service manager, you certainly don’t want to lose a customer. You must try to make
her satisfied and retain the customer, and returning the sofa and giving her a full refund is the last

choice. Discuss with your partner what you can do to remedy the situation and satisfy the customer.



] Let’s write!
Stepg Organize the response email and write an outline.

After you have the remedies for the situation, write an outline and note down the
details.

N

>,

Paragraph Detail

I'm sorry that... | understand your frustration.
1. Make an apology

2. Solve the complaint Deliver a new sofa. Two cushions as gifts.

3. Apologize again I’'m truly sorry for the inconvenience.... Let me
know your decision.

e J




Stepe Write the response email following the correct format. Use clear expressions and be
polite.

“

I": '\-'__a"
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Useful Expressions

[ am truly sorry that ...
[ understand ...
I truly want to remedy the

situation.

As a compensation, ...
We hope to offer you better

products ...

Please let me know ...
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. Let’s do a project!

| can comfort an angry customer.

Through this unit, we have basically comprehended the importance of
product quality and how a company takes its responsibility to ensure
quality and satisfy customers. Now, role-play the following scenario with
your group members according to the steps.

You are working in the Customer Service Department of Hspeed
Broadband, a company that provides Internet connection service. Your job
1s recerving phone calls from customers. Now you are talking on the phone
with an angry customer who 1s unsatisfied with the Internet connection at

home.



s do a project!

Stepe Apologizing and Comforting the Angry Customer

Student A calls to make a complaint. Student B makes an apology and promises to solve the problem

within a certain period of time. Student B needs to sound sincere and polite.

StePe Reporting the Problem to the Technical Department

Student C is working with the technical department. Student B talks with Student C about the customer

complaint and arranges the maintenance work.

Stepe Notifying the Customer of the Maintenance Work.

Student B calls the customer to tell him/her about the arrangement of the maintenance work and

expresses appreciation.
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<] Reading 1 [i(E5E£R]

1. found /faond/ v. Gl%&, G17p
e.g. The company was founded in 1992 and occupied an area of 18,000 sqm.

KAl gt 1992 4, HHEFRZ) 18000 - /5K .




- K] Reading 1 BEEM]

2. philosophy /fa'lnsafi/ n.

A 1:1 2N
¢.g. Her philosophy of life 1s to take every opportunity that presents itself.
fth 4 AL 285 2 S AN SO ATART 22 A R BT AIHL 2

M
A T

e.g. From his youth Nobel had taken a serious interest 1n literature and
philosophy.

M ERARE |, 1 DUZR BN SCA A AR O B




" K] Reading 1 [iB5Z:])

3. mission /' mifn/ n.
A (AL flidn
e.g. The mission of our organization is to inspire, empower, and connect people to change
their world.
PATHLR W ar 2. T AT E, iRl RER, AR T 7.

AR, fifr
¢.g. He viewed his mission in life as protecting the weak from the evil.

fib Ay B C AR 4 i R 97 35 8 AN 2R TR .
A (EEFZEFITTIE)) A5
¢.g. The UN troops are taking part in the peacekeeping mission.

B & EEBBNIEE S IN4ERATS))
A RIE
¢.g. The exchange of goodwill missions greatly contributes to a better understanding between
the two countries.

HIRAAFAGR R KA B+ 79 B AR B 1




" K] Reading 1 [iB5Z:])

4. vision / vizn/ n.
A )_l:%tga ‘r%“r/%’ @ﬂgi/ﬁ

¢.g. Our vision 1s a business world full of connection, meaning and prosperity

for all.
WATRIE RS — DR R = 58 f e M H: 5
A 7]

e.g. Cats have good night vision.

WAERL AL AR GS -




<] Reading 1 [iF52&~]

5. committed /ko'mitid/ a. "REH], RO F1H]
be ~ to sth.

¢.g. The President 1s committed to reforming health care.

G B BA R




<] Reading 1 [iF52&~]

6. diversify /dar'vs:sifar/ v. Z 4, {EZFAL

¢.g. Manufacturers have been encouraged to diversify.

Tl 3% P AT 145 S i AR o 22 AR AL



- K] Reading 1 BEEM]

7. launch /lo:nt[ /

A v b, KAT

¢.g. The company hopes to launch the new drug by next October.
ZA F) F BEE AR 10 A A7 HE X R ET 4

A v 2, K3

e.g. We launched a big advertising campaign to promote our new toothpaste.
PATRE T =BG KH) 5 EABARIEH AT AT B

A n EFE AN

e.g. The last major product launch two years ago really solidified a couple of
new markets for us.

PRI I A B T EE = S SOy BATIUE 1 LA 3.




